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EXAMINER'S AMENDMENT 

1 . An examiner's amendment to the record appears below. Should the changes 
and/or additions be unacceptable to applicant, an amendment may be filed as provided 
by 37 CFR 1 .31 2. To ensure consideration of such an amendment, it MUST be 
submitted no later than the payment of the issue fee. 

2. Authorization for this examiner's amendment was given in a telephone interview 
with Mr. Donald R. Boys on 1 1/20/09. 

3. Claims 29 and 31 have been amended as follows: 

29. (Currently amended) A method for assigning tasks to agents at a server in a service 
center based on an agent skill set required to service individual tasks, the method 
performed by 

softwar e e x e cut i ng from a comput e r i z e d app li anc e , comprising steps off: 

(a) receiving a task at a server operating within the service center; 

(b) preparing the task for service by determining the agent skill set that would be 
best suited for responding to the task, and ascertaining all agent skills required to 
process the task out of a set of N defined skills: 
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© representing the N skills as N separate boolean variables; 
(d) determining a set X of all logical states of the Boolean variables that contain 
the required skills; 

(ee) building a skill table of all available agents having skills at least partially 
matching the determination of skills needed to service the task in step (b), wherein the 
skill table is organized by skill sets that include all skills possessed by the agents , and 
wherein the skill table is organized by the logical states of the N Boolean variables and 
each agent is represented in each state that includes all skills possessed by the agent ; 

(If) determining from the skill table of available agents all agents qualified to 
service the task; 

(g) disqualifying from serving the task all agents associated with a state of the 
agent skill table that is not within the set X; 

(eh) selecting an agent least qualified to service the task from th e ag e nts 
dotorm i nod to bo qua li f i ed to sorv i co tho task the agents remaining in contention and 
assigning the task to the selected agent; and 

(fi) servicing the task by the selected agent utilizing at least a portion of the skills 
listed in the skill table. 

31 . (Currently amended) A comput e r i z e d applianc e i nc l ud i ng softwar e e x e cut i ng from a 
computer readab l e med i um An apparatus for assigning tasks to agents at a server in a 
service center based on an agent skill set required to service individual tasks, 
comprising!: 
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means for receiving a task at a server operating within the service center; 

means for preparing the task for service by determining the agent skill set that 
would be best suited for responding to the task, and ascertaining all agent skills 
required to process the task out of a set of N defined skills; 

means for representing the N skills as N separate boolean variables; 

means for determining the skill set that would be best suited for responding to the 
task in response to the task being prepared for service, wherein a set X of all logical 
states of the Boolean variables contain the required skills ; 

means for building a skill table of all available agents having skills at least 
partially matching the skill set determined to be best suited to service the task, 
wherein the skill table is organized by skill sets that include all skills possessed by the 
agents , and the skill table is organized bv the logical states of the N Boolean variables 
and each agent is represented in each state that includes all skills possessed by the 
agent ; 

means for determining from the skill table of available agents all agents qualified 
to service the task; 

means for disqualifying from serving the task all agents associated with a state of 
the agent skill table that is not within the set X; 

means for selecting an agent least qualified to service the task from the agents 
remaining in contention tho agents dotorm i nod to bo qua li f i ed to serv i ce the task . 



/Quynh H Nguyen/ 

Primary Examiner, Art Unit 2614 



